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Abstract
This empirical case study examined the Digital Divide (the knowledge gaps
between General Users and ICT) in the setting of two mid-sized, AV-rated, law firms (252
employees) located in Nevada. Specific attention was focused on the relationships of IT
professionals (Techies) to General Users in closing the Digital Divide. A total of 138
respondents were divided into 130 General Users and 8 Techies. Each respondent completed a
questionnaire, which was delivered and compiled by FormSpring.com.
Most General Users (71%) were female. The most likely to be successful with ICT
began using ICT at an early age, reported a high level of comfort/ability with ICT, had access to
ICT at home and used ICT both at work and at home. Also, they expressed positive attitudes
about ICT. Younger General Users tended to report earlier ICT exposure, as well as more home
usage of ICT. These younger General Users also expressed more positive attitudes towards ICT
than their older counterparts.
Most Techies (88%) were male. They had an average of 12 years of experience in their
jobs. Techies spent more time fixing ICT knowledge gaps (one-to-one) than they spent on
individualized or group training sessions combined. Techies reported being more reactive than
proactive, due to the urgency of most support ticket requests. Measurement systems are needed
to gauge the cost and efficiency of Techie interactions with General Users. Also, management
should take action to protect Techies from burnout, given the constant demands of crisis
intervention.
Management tools were developed which can assure more objectivity in the process of
bridging the Digital Divide. Specific formulas are included for calculation of: Techie Staffing
Ratio (30 General Users: 1 Techie was reported); Techie Cost per General User ($2200-$2600

CLOSING THE DIGITAL DIVIDE WITHIN MID-SIZED LAW FIRMS
was reported); and Techie Cost Coefficient, which assists in comparing the relative value of any
proposed outsourced initiative.
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Chapter 1 – Introduction to the Digital Divide
Background
A modern mid-sized American law firm is equipped with the latest in Internet and
communication technologies (ICT). A legal transaction in this environment might begin with the
drafting of a legal brief by a paralegal, which is then reviewed and annotated by an attorney
using a document management system (DMS). Then, the document might be edited by a
secretary using a word processor and filed electronically at the court’s website while
simultaneously transmitting a copy of the document to the client who may review it on their
iPhone while on vacation in Europe.
Complex events like this unfold everyday at a rapid pace. Usually, this occurs without
incident. However, if the paralegal cannot save the brief into the DMS, or if the attorney cannot
find the electronic notes, or if the secretary cannot access the court’s web portal, or if the email
server does not deliver the document to the client in a timely fashion, an interesting phenomenon
occurs. Tempers flare, anxieties heighten, and deadlines are potentially missed. This is the
genesis of the Digital Divide.
Historically, the Digital Divide referenced generic issues related to people’s access to
ICT. For the purposes of this empirical case study, the Digital Divide does not reference the
access aspect of peoples’ interaction with ICT. Instead, this case study references those issues,
specifically knowledge gaps, which occur once access to ICT has already been obtained.
Statement of Problem
The Digital Divide exists when General Users are unsuccessful in their efforts to use ICT
technologies. The Digital Divide is actually the knowledge gap that exists between the General
User and the proper use of ICT to accomplish a given task. Theoretically, if everything worked
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as intended when the General Users attempted to use ICT, there would be no Digital Divide.
Unfortunately, these unsuccessful attempts at using ICT occur constantly and unpredictably.
The Digital Divide Paradigm (shown in Figure 1. Basic Elements of the Digital Divide)
illustrates the most basic relationship between General Users and ICT. Particular emphasis is
placed on the most likely outcomes possible when General Users attempt to access and use ICT.

Figure 1. Basic Elements of the Digital Divide
Management of the Digital Divide is a daunting challenge to the ownership of law firms,
who are typically attorneys. They have invested large sums of capital on equipment, accessories
and maintenance contracts expecting their investment to raise productivity, and ultimately, profit.
Consequently, owners of law firms have joined the trend to hire technical staff to manage
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knowledge gaps created by the use of new technology. These “Techies” are the first responders
to aid General Users in the proper usage of ICT.
The role of Techies is presented in Figure 2, which depicts an expanded Digital Divide
Paradigm. Techies have responsibilities to manage and maintain the ICT equipment. These
responsibilities are just as important as their direct involvement with General Users. Techies do
not feel the Digital Divide, and spend their energies helping General Users bridge the Digital
Divide. In addition to being technologically astute, Techies must be able to constantly shift their
priorities depending on the urgency of any given situation.

Figure 2. Introduction of Techies into the Digital Divide Paradigm
A mid-sized law firm without state-of-the-art ICT cannot produce a competitive work
product regardless of the talents of its attorneys. ICT is a boon to organizational productivity
because process automation enhances the speed of all administrative functions. Properly
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managed ICT environments will maximize staff morale. This, in turn, will diminish staff
turnover.

Statement of Purpose
Within the framework of the Digital Divide Paradigm, as applied to mid-sized law firms,
this empirical case study will:
1.

Identify and quantify characteristics of General Users;

2.

Identify and quantify characteristics of Techies;

3.

Evaluate variables that impact the relationship of Techies to General Users as they
manage the Digital Divide;

4.

Develop management tools and techniques that will mitigate the negative impact
of the Digital Divide.
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Chapter 2 - Literature Review
Background
Most of the available literature pertaining to the Digital Divide is on the level of macroeconomic analysis. Fink and Kinney (2003) summarized the situation in these terms:
“…worrying about the ‘digital divide’ has remained a popular preoccupation of
academics, NGOs, development policymakers and G-8 summiteers. The core of the
digital divide creed is that the spread to ubiquity of information and communication
technologies (ICTs) in developed countries is leaving the developing world behind, with
potentially cataclysmic consequences.”
A less alarming view of the Digital Divide is expressed by Clotfelter, Ladd, and Vigdor
(2008) who state, “From the perspective of traditional academic skills, the digital divide proves
to be of little practical concern.”
The startling discrepancy between the extreme attitudes (“The sky is falling,” versus
“Who cares?”) illustrates a huge opinion gap that can only be clarified through additional
research.
Definition
The ever-increasing usage of the term “Digital Divide” has spawned a variety of
definitions. Basically, there are two primary themes among these definitions: Access to ICT,
and usage of ICT. Norris (2001) is widely acknowledged to have authored one of the more
seminal works on the Digital Divide. However, his observations are focused more on the
elementary aspects of the Digital Divide such as the global divide in ICT access, the social
divide between the information rich and poor in each nation, and the democratic divide present
within online communities. Others offer a more refined definition that is better suited to the
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scope of this study. Such an example of an access-centric definition is presented by Matwyshyn
(2003) who describes the Digital Divide as:
“…the gap that exists within and across countries between information technology
‘haves’ and ‘have nots’ –those individuals and groups with access to information
technology, specifically the Internet, and those individuals without such access.”
Parsons and Hick (2008) clearly move the Digital Divide definition beyond the realm of
access only. They state “…most analysts agree that the divide involves more than just access,
including such factors as technology literacy and skills to use the information.” They go on to
state that once access has been achieved, the Digital Divide encompasses issues of age, gender,
education, race/ethnicity, and disability. In keeping with this non-traditional view of the Digitial
Divide, this empirical case study will use the following definition: The Digital Divide is the
knowledge gap engendered when General Users are unsuccessful in accessing or using ICT.
Digital Divide in Industry
Transitioning from Digital Divide theory to practical research is the challenge presented
by the review of literature. de Koning and Gelderblom‘s (2006) study of ICT and older workers
is an excellent example of Digital Divide theory being applied to produce useful tools and
management strategies for the printing and wholesale trade industries.
In this study, de Koning, et. al. (2006) concludes that older workers in the printing and
wholesale trade industries are less likely to use ICT in their job than younger workers. When
older workers do use ICT, their skills are comparatively lower and involve less complicated
applications. Additionally, they conclude that ICT use and ICT skills increase the workers’
overall performance, and thus, their value to their organizations.
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Digital Divide in Law Firms
Contemporary law firms are fascinating laboratories for observing Digital Divide
phenomena. They are by nature technologically sophisticated organizations. Virtually every
employee is involved with using ICT, either as a General User or as a Techie.
Steele (2003) says:
“The use of technology in virtually every aspect of law practice has become one
of the most important issues that occupy the waking hours of law firm owners and
managers.” Indeed, Steele emphasizes “…the use of technology in the practice of
law has become an essential part of the effort to effectively operate a law firm in
the twenty-first century…”
With this in mind, the literature search parameters were refined to look for studies
involving the Digital Divide within a law firm setting. Unfortunately, none were found. This
necessitated expansion of the search to include studies conducted in settings other than law
firms. Ideas and concepts were then extrapolated and applied to this case study.
The nature of labor in the United States has greatly shifted from industrial work to
knowledge work in the past 10 years. (Ritzhaupt, 2006) Law firms have always produced a
knowledge product, but the means of production has shifted from manual (writing) to automated
(typing) to ICT (digital).
Koellinger and Schade (2009) studied and explained the acceleration of technology
adoption. They posit:
“…the probability of adopting a new technology increases linearly with the number of
previously adopted related technologies if the following two necessary conditions are
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satisfied: the technologies are related …the technologies do not substitute for each other
in terms of their functionalities…”
As the technology environment of the law firm multiplies in complexity, General Users
will be expected to develop functional competencies in using the new technology. According to
de Koening et al. (2006), older workers will increasingly depart the workforce rather than stay
current with the escalating technological demands. Not surprisingly, younger workers are more
likely to embrace the challenges and benefits of the new technology and develop the required
functional aptitudes.
Those with higher levels of education are better equipped to prosper in an environment of
accelerating technology. (Robinson, DiMaggio, and Hargiattai, 2003) Also, for reasons not fully
understood, males are most likely to thrive in the newly accelerated technology environment.
(Matwyshyn, 2003)
Summary
The Digital Divide exists in all organizations. If management ignores this fact, they do
so to the detriment of their organizations. There is a paucity of published workplace research
that examines the critical relationship of the General User to ICT and the role of Techies.
Consequently, organizational management has few, if any, practical tools backed by research.
By integrating the scattered research on Digital Divide variables into a relevant paradigm, the
current study will produce observations within the context of mid-sized law firms. Some of
these observations can be generalized and applied to other industries and organizations.
Figure 3. depicts the completed Digital Divide Paradigm, as well as listing several of the
factors that directly impact the growth or reduction of the Digital Divide. The Digital Divide
Paradigm serves to organize aspects of the literature into a cohesive framework, which in turn
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allows for structured observation of the Digital Divide within the context of this study. Note
how the paradigm makes it clear that the key relationship is between the General Users and ICT,
and that the Techies exist to bridge that knowledge gap when the General Users cannot.

Figure 3. The Completed Digital Divide Paradigm

CLOSING THE DIGITAL DIVIDE WITHIN MID-SIZED LAW FIRMS

18

Chapter 3 – Methodology
Law Firm Selection
Two mid-sized, full-service law firms were selected for study. Both firms are AV rated
by Martindale-Hubbell, the established authority on peer reviews of lawyers and law firms. The
AV rating is the highest rating available and indicates that the firms adhere to the strictest ethical
standards and exemplify preeminent legal ability as reviewed by a sampling of their peers,
opposing counsel, and members of the judiciary. All offices of the respective law firms are
located in the state of Nevada. The investigator is employed as the IT Director of “Firm A”
referenced in Table 1. The involvement of “Firm B” is the result of professional interest on the
part of its IT Director, who is a colleague of the investigator. Both IT Directors are members of
the International Legal Technology Association.
Table 1. Profiles of Selected Law Firms

Firm A
Firm B

MartindaleHubbell Rating
AV
AV

Number of
Offices
2
2

Number of
Cities
1
2

Internal IT
Staff
3
5

Total
Employees
95
157

This study was conducted with full knowledge and cooperation of each firm’s respective
management teams. However, at the request of those management teams, the identity of the
firms and all participants was withheld. Other than the Techie salaries, no financial information
was requested. All participation in the study was voluntary and anonymous.
Digital Divide Paradigm in Mid-sized Law Firms
The law office environment is an ideal setting for the observation of digital divide
phenomena. This is due, in part, to the knowledge-based product that the law firms create and
the complex ICT environment necessary to produce that product. The Digital Divide clearly
affects the diverse array of employees differently. General Users are challenged by the
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increasing competency demands of ICT. Their knowledge gaps necessitate the assistance of
Techie users to bridge the Digital Divide. Therefore, all employee respondents were sorted into
General User or Techie (technical support) groups.
Regardless of General User or Techie status, demographic data was collected in order to
reflect the full gamut of diversity possible within any organization. A short (10 question) online
survey was constructed for each group. All respondents answered four demographic questions
and six content questions.
Questionnaire Delivery Mechanism
Formspring.com was contracted to provide the online hosting of the electronic survey
questionnaires using a combination of MySQL, PHP, and Apache web servers. Furthermore, the
data submitted using the online questionnaires were compiled and stored on the formspring.com
servers and later exported to Excel spreadsheets for analysis. The IT Directors of each law firm
were sent an email (see Appendix A) that included an operational definition of ICT and
instructions for participation within their respective law firms. Access to the surveys, which was
accomplished through web portals, was transmitted via hyperlinks.
Demographic Questions
All survey respondents were asked to report age, gender, job title, job function or
description. It was anticipated that the self-reported demographic data would lead to self-sorting
of the respondents into two distinct groups: General Users and Techies. The questionnaire for
the General Users can be seen in Appendix B and the questionnaire for the Techies can be seen
in Appendix C. Each of the questionnaires used short answer text fields, long answer text fields,
numerical entry fields, radio buttons, and percentage sliders to make the data collection as easy
as possible for the participants.
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Content Questions
To better understand the Digital Divide within these two law firms, the General Users
and Techies were asked to describe their own relationships with ICT. Questions were developed
to elicit specific information about the respondents’ attitudes toward ICT, time expended in ICT
usage, and years of experience using ICT.
While all questions were developed to probe the attitudes and issues surrounding ICT,
some were specifically targeted to one group or the other. For example, General Users were
asked to report on the age they began using ICT, whereas, Techies were asked to report the
number of years of experience in their job capacity. Additionally, Techies were asked to report
their annual salaries along with their training activities. Salary data was not requested of General
Users.
Table 2. Content Questions from Questionnaires for General Users and Techies
General User Questions
Age when first started using ICT
% of time spent using ICT during work hours
% of time spent using ICT during non-working hours
Access to ICT at home
Self-reported scale of ICT acuity
General sentiments on ICT

Techie Questions
Years of experience in job
% of time spent on individual training/teaching ICT
% of time spent fixing ICT/Knowledge gap issues
Classroom training offered
If so, what topics are covered
Annual salary
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Chapter 4 – Project Analysis and Results
FormSpring/FormStack
All response data was exported from FormSpring (www.formspring.com) and was
transmitted to the investigator via email attachment. Unfortunately, there was a delay in
retrieving the data from FormSpring.com, caused by their recent reorganization into
FormStack.com. This resulted in a delayed transmission to the investigator. Other than this one
complication, there were no other known technical problems. To the best of the investigator’s
knowledge, the collected data was reliable, valid, and complete.
Overall Response Rate
As shown in Table 3, approximately half (52%) of all General Users responded.
However, Firm A’s General Users responded at the 92% level, while Firm B’s General Users
responded at the 27% level. A possible explanation for this discrepancy in response rate is due
to the fact that the investigator works at Firm A, and is therefore known to all of Firm A’s
General Users.
All Techies in both firms responded. The high response rate (100%) of Techies was
likely due to the indirect influence of each of the firms’ respective IT Directors. As stated
earlier, all participation was voluntary and not mandated. Another factor possibly contributing to
the high Techie response rate is the Techies’ known fascination with technological information.
Firm B’s General User and Techie response rates suggest a fundamental difference of opinion on
the importance of research surveys.
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Table 3. Overall Response Rates
Firm A
Firm B
Total

General Users
87/95 = 91.57
43/157 = 27.38
130/252 = 51.58%

Techies
3/3 = 100
5/5 = 100
8/8 = 100%

Total Respondents
90/95 = 94.73
48/162 = 29.62
138/257 = 53.69%

Description of Respondents
Gender
All respondents (138) answered this question. The total sample included 45 males and 93
females. As shown in Table 4, most General Users (71%) are female. Possibly the high
percentage of administrative support personnel (secretaries, clerks, paralegals, etc.) explains this
number.
Table 4. Gender of General Users
Male

Female

Total

Firm A

28/87=32

59/87=68

87

Firm B

10/43=23

33/43=77

43

38/130=29 92/130=71

130

Total

Table 5 reports that most Techies (88%) are male. This trend is well documented in the
literature, and is anecdotally acknowledged by Techies themselves.
Table 5. Gender of Techies
Male

Female Total

Firm A 3/3=100

0/3=0

3

Firm B

4/5=80

1/5=20

5

Total

7/8=88

1/8=13

8
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Age
All respondents (138) answered this question. Approximate age was reported in the
ranges noted in Table 6 and Table 7.
Age – General Users
General Users range from <18 to 60+ years of age. Most General Users (88%) are
between the ages of 18 and 50.
Table 6. Distribution of General Users’ Age
<18

18-30

31-40

41-50

51-60

60+

Total

Firm A

2/87=2

19/87=22

40/87=46

15/87=17

7/87=8

4/87=5

87

Firm B

1/43=2

19/43=44

9/43=21

12/43=28

2/43=5

0/43=0

43

3/130=2 38/130=29 49/130=38 27/130=21 9/130=7 4/130=3

130

Total

Age – Techies
Techies range in age from 18 to 60, however most Techies (63%) are 40 years old or
younger.
Table 7. Distribution of Techies’ Age
18-30

31-40

41-50

51-60

Firm A 1/3=33 1/3=33

0/3=0

1/3=33

0

3

Firm B 2/5=40 1/5=20 1/5=20 1/5=20

0

5

0

8

Total

3/8=38 2/8=25 1/8=13 2/8=25

60+ Total

It is interesting to note that no Techies are 60 years or older. The relatively recent
expansion of ICT logically excludes individuals older than 60 years of age.

CLOSING THE DIGITAL DIVIDE WITHIN MID-SIZED LAW FIRMS

24

Job Titles and Job Duties
All respondents (138) reported job titles, however only 68 respondents reported job
duties.
General Users
All General Users reported job titles, however, only 55% of Firm A’s General User
respondents and 46% of Firm B’s General User respondents (see Appendices D and E) listed
specific job duties. Obviously, writing a job title is quicker and easier than writing job duties.
Also, some job titles such as file clerks or runners are self-explanatory. Review of the reported
job duties indicated that the respondents’ interactions with ICT were strictly on an end-user
level, thereby confirming General User status.
Techies
All Techies (8) in Firm A and Firm B reported technical job titles. Each title was
accompanied by a list of major job responsibilities, all of which involved ICT management. The
job duties coincided with the job titles as shown in Appendices F and G. Clearly, each of these
eight respondents were appropriately designated a Techie on the Digital Divide Paradigm.
Salaries
General User Salaries
Salary information for General Users was not solicited because their earnings have no
direct bearing on the Digital Divide Paradigm. Based on the General Users’ self-reported job
duties, there is no indication that any General User was engaged in any activity that purported to
bridge the Digital Divide.
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Techie Salaries
All Techies (8) reported annual earnings. The average Techie salary in Firm A was
$67,333 while the average Techie salary in Firm B was $79,400.
Because confidentiality and anonymity was assured to all participants, the individual
Techie salaries were not reported.
Management Tools
Techie Cost Per General User
Using the available salary information, it was possible to measure the cost of technical
support, which bridges the Digital Divide:
Techie Cost per General User = Sum of Annual Techie Salaries / Total Number of General Users

This formula provides a means to monitor the direct Techie cost of support for each
General User. Firms A and B are remarkably similar as noted in Figure 4.
Firm A
$202,000 / 92 = $2,195.65
Firm B
$397,000 / 152 = $2,611.84
Figure 4. Techie Cost per General User
Techie Staffing Ratio
A similar tool for managing the Digital Divide is the Techie Staffing Ratio, which is
expressed as:
Techie Staffing Ratio = Total Number of General Users / Total Number of Techies

This ratio provides a simple metric for monitoring Techie allocation as shown in Figure 5.
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Firm A
92 General Users / 3 Techies = 30.66:1
Firm B
152 General Users / 5 Techies = 30.4:1
Figure 5. Techie Staffing Ratio

Analysis of these metrics, as applied to Firm A and Firm B indicates:
•

Firm A spends less per Techie on salary;

•

Firm A spends less on annual Techie cost per General User;

•

Firm A is slightly more efficient, based on the 30.66:1 Techie Staffing Ratio.

Admittedly, Firms A and B are so similar that the statistical differences appear to be negligible.
Techie Cost Coefficient
Using a combination of the annual Techie Cost per General User and the Techie Staffing
Ratio yields a benchmarking tool that is useful for comparing the relative value of any proposed
outsourced staffing initiative. For example, in evaluating a vendor proposal for installing a new
system with support for thirty General Users at a cost of $60,000, how does IT management
decide whether to outsource the installation or to keep the installation in-house? Recognizing
that cost is a feature of this decision, although not necessarily the most important, the Techie
Cost Coefficient is beneficial in arriving at a decision. The Techie Cost Coefficient can be
expressed as:
Techie Cost Coefficient = Techie Staffing Ratio First Term X Techie Cost per General User

As shown in Figure 6, given the Techie Staffing Ratio and the Techie Cost per General User for
Firm A, the proposed outsourced installation should show an annual cost less than or equal to the
Techie Cost Coefficient of $65,869.50. Likewise, the hypothetical installation for Firm B should
cost less than or equal to $78,355.20.
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Firm A Techie Cost Coefficient
30 X $2,195.65 = $65,869.50
Firm B Techie Cost Coefficient
30 X $2,611.84 = $78,355.20
Figure 6. The Techie Cost Coefficient

General User Characteristics
All General User as well as Techie respondents (138) answered all questions pertaining
to time spent using ICT. Questions varied for General Users and Techies.
ICT During Workday
General users were asked to “Please estimate the percentage of your workday spent using
ICT.” By definition, General Users’ job duties vary to the extent that some spend almost no time
on ICT usage, such as a Runner. Other workers, such as an Office Manager, spend many hours
using ICT. The Digital Divide is likely perceived differently by a worker who has greater ICT
interaction than a worker who has practically no ICT interaction.
General Users (87) in Firm A estimated that they spent an average of 57% of their
workday using ICT. Estimates ranged from 8% to 92%.
General Users (43) in Firm B estimated that they spent an average of 62% of each
workday using ICT. The responses ranged from 10% to 87%.
The firms are remarkably similar in terms of many factors such as General User’s
percentage of workday spent using ICT.
ICT Outside of Workday
General Users were also asked: “Outside of working hours, please estimate the
percentage of your day spent using ICT.”
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General Users from Firm A (87) reported that on average, 38% of their day outside of
work involves ICT usage. Responses ranged from 9% to 76%.
General Users from Firm B (43) also reported that their average non-work ICT usage was
38%. Responses ranged from 8% to 75%.
Initial Exposure to ICT
General Users were asked: “At what age did you begin to use ICT?”
All General Users in Firm A (87) responded to this question. ICT exposure began as early as age
7 and as late as age 45, with the average age being 18. Similarly, all General Users at Firm B
(43) responded to this question. ICT exposure began as early as age 12, and as late as 37, with
the average age being 20.
Access to ICT at Home
General Users were also asked: “Do you have access to ICT at home?”
All General users in both Firm A and Firm B (130) answered this question. All General users in
Firm A reported having access to ICT at home, while General Users from Firm B reported access
for 41 of 43 respondents.
Comfort with ICT
General Users were asked: “On a scale of 1 to 10, with 10 being the highest, how would
you rate your level of comfort/ability with ICT?”
All General Users of Firm A (87) responded to this question. On average, Firm A
respondents reported a positive opinion of their comfort/ability with ICT since the average rating
was 7. The range of scores was from 3 to 10.
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Likewise, all General Users from Firm B (43) responded to this question. On average
Firm B respondents also reported a positive opinion of their comfort/ability with ICT with an
average rating of 6. The range of scores was from 2 to 10.
General Users’ Opinion of ICT
General Users of both firms were asked: “What is your general opinion of ICT?”
Response rates for this question were lower than for previous questions. Within Firm A 66%
(57/87) of General Users responded, while 79% (34/43) of General Users in Firm B responded.
The content appeared to be extremely candid, ranging from:
“I love it (ICT)” to “It’s evil, pure and simple.” Between these extremes were many ambiguous
comments. Therefore, in order to quantify these fascinating comments, the investigator sorted all
opinions as follows: Positive, Neutral (ambiguous), and Negative. Table 8 shows the results of
the sorting process.
Table 8. General Users' Opinions on ICT
Positive

Neutral

Negative

Total

Firm A

22

19

16

57

Firm B

14

11

9

34

Total

36

30

25

91

Many answers conveyed such vivid emotion that the investigator was curious as to the
age and gender of the General Users. Illustrative comments are shown in Figure 7.
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Positive:
“Pretty cool stuff!” – Male <18 years old
Neutral:
“It’s a blessing and a curse.” – Female 41-50 years old
Negative:
“I spend a lot of time trying to work around it.” – Female 60+ years old
Figure 7. Representative General User Comments
As data was tabulated it appeared that some trends involving attitude, age, and gender
were emerging. Therefore, the investigator annotated every comment with age and gender. This
data is presented in Appendices H and I.
The clearest trend was that females, aged 18-30 years expressed the highest number of
positive attitudes toward ICT. This trend exists in both Firm A as well as Firm B. There are no
clear reasons for this phenomenon.
Positive comments expressed enthusiasm, eagerness to learn more, and absolutely no
apprehension about ICT. Clearly, the Digital Divide does not intimidate these General Users.
Negative comments conveyed irritation, annoyance, resignation and despair about ICT.
These General Users most certainly feel the presence of the Digital Divide.
Ambiguous comments expressed uncertainty, sometimes coupled with statements of
determination and wistfulness or resigned acceptance. General Users admittedly struggled with
attitude, competence, and confidence. Being neither positive nor negative, they could swing
either way in the Digital Divide. The determining factor, most likely, will be their interaction
with Techies.
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Techie Characteristics
Years of Experience
All Techies (8) responded and their answers are summarized in Table 9.
Table 9. Techie Years of Experience in Job
Firm A
Firm B

Years Per Techie
1, 14, 24
2, 4, 7, 21, 27

Average Years
13
12.2

Time Usage
In a typical workday, Techies spend most of their time either training General Users on
ICT usage, or fixing ICT interactions gone awry. Therefore, Techies were asked to estimate the
percentage of time spent on each of these activities. The results are shown in Table 10.
Table 10. Techies’ Time Spent Addressing the Digital Divide

Firm A
Firm B

Individualized
Training/Teaching
32%
34%

Individualized Fixing of ICT
Issues
55%
42%

Other Total
13%
24%

100%
100%

Techies at both firms spent more time fixing knowledge gap issues than teaching or
training on proper ICT usage. “Fixing” knowledge gap issues includes a vast array of
Techie/General User one-to-one exchanges. Usually, some form of support request such as a
helpdesk ticket triggers these interactions. Most of the fixing encounters do not involve
hardware breakdowns. Common fixing encounters include requests such as “I can’t get into the
Court website,” or “I need help Bates Stamping my document,” and “My phone won’t dial out.”
Each of these one-to-one sessions between General Users and Techies are a microcosm
of the Digital Divide. The General User is typically expressing frustration, panic, irritability, and
other negative attitudes. Indeed, it feels in that moment, as if the productivity of the firm has
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stopped. The fact that most Techie time is expended dealing with high-emotion encounters,
often concurrent with other backed up support requests, leaves considerably less time for
training.
Individualized Training
Techies spend much of their time providing individualized teaching and training. (Not to
be confused with classroom training sessions.) Individual training usually occurs when a support
request has been submitted but the matter does not require immediate action.
Some typical training requests include
•

“Can you show me how to burn a DVD?”

•

“Can you teach me how to take screen shots?”

•

“Help me embed a spreadsheet table into my document.”

While individualized training is also on a one-to-one basis, it lacks the stress of the fixing
activities mentioned earlier. Training is not as emotionally charged, since there are less external
pressures such as deadlines.
Anecdotal evidence from General Users and Techies yield consensus that individualized
training is more effective than the fixing activities. Perhaps this is because the training sessions
are proactive and largely initiated by the General Users, whereas the fixing sessions are strictly
reactive and are largely initiated by external forces.
Classroom Training
Techies were asked: “Does your organization offer either paid or unpaid
application/technical training to users?” As anticipated, all Techies in Firm A and Firm B (8)
answered in the affirmative. The Techies in both firms teach these group training sessions.
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Paid training refers to sessions that occur during normal working hours. Typically,
attendance is mandatory and performance monitoring, testing, evaluation, etc. varies with course
content. For example, a new phone system would require mandatory training for all employees
of the firm. By contrast, only staff with email accounts would attend a training course on email
archiving.
Unpaid training sessions taught by Techies occur during lunch breaks or other times
outside of normal working hours. Attendance at these sessions is optional and not recorded.
Techies at Firms A and B reported that they provide classroom training on these topics:
•

Microsoft Office

•

Online resources such as Westlaw or Lexis-Nexis

•

E-filing of court documents

•

General office equipment such as phones and faxes

Classroom training sessions are variable. As many as 40 General Users might attend or perhaps
as few as 2. Topics might be familiar and therefore less intimidating than complex new systems,
which might invalidate users’ “old ways” of doing things. In the former circumstances, sessions
are not likely to be emotionally charged and the Digital Divide seems to shrink. But when
General Users are forced to attend and participate, they often express frustration and dismay with
their knowledge gap. Hence, the Digital Divide seems to widen.
Within Firm A, Techie staff share classroom teaching responsibilities while Firm B has
one Techie who is designated a full-time instructor. However, the full time instructor is not the
only Techie who teaches classroom sessions.
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Chapter 5 - Conclusions and Recommendations
Case Study Law Firms
Law Firm A and Law Firm B are well matched for the purposes outlined in this empirical case
study based on their relative size, organizational structure, member makeup, and market position.
Recommendations
•

Subsequent study of Techie relationships to General Users should include at least
the same variables used in this case study, so as to build on research derived from
this study. Other parameters cited in the literature such education level, ethnicity,
and disability could also be points of further research.
ICT in Relation to General Users

ICT is the direct target of negative and apprehensive comments from General Users.
This confirms this study’s operational definition of the Digital Divide. The Digital Divide is the
knowledge gap exhibited by General Users when attempting to access or use ICT, not the lack of
access to ICT as discussed in much of the literature.
Recommendations
•

When reading IT literature concerning the Digital Divide, care must be given to
note the exact context in which the term Digital Divide is used. Access is not an
issue in mid-sized American law firms and is, therefore, irrelevant.
Techies and the Digital Divide

Techies, within the scope of this case study, do not experience a Digital Divide because
when a Techie is hired, their competence with ICT is already well established. Furthermore, a
Techies’ skill set is constantly maintained by carrying out their duties as well as through
educational interactions with vendors and other external resources.
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Recommendations
•

Management should ensure that all Techie job descriptions are devoid of any
duties that overlap with job responsibilities of General Users. Conversely,
General Users should not be asked to back-fill Techies’ duties since the power of
this paradigm lies in the segregation of these distinct groups.
Techies and the Gender Gap

There is a distinct gender gap among Techies in mid-sized law firms. Most Techies (7 of
8) in this case study were male. This trend is reported in the literature and confirmed in the
findings of this study. This trend will probably change as ICT-enthusiastic young females’
career paths drift towards technical support. It is conceivable that some female General Users
(primarily because of their observed positive attitudes toward ICT) may even crossover to
become Techies.
Techie Costs of the Digital Divide
Techie salary is the only direct cost attributable to managing the Digital Divide addressed
in this empirical case study. Aggregate Techie salary is a useful tool in measuring the
organization’s efforts at managing the Digital Divide. Specifically:
Annualized Techie Cost per General User = Aggregate Techie Salary /Total number of General Users

Recommendations
•

Monitor the Annualized Techie cost per General User ratio whenever there is a
staffing change and adjust as necessary to maintain the (currently desirable) status
quo.
Techie Staffing Ratio

The Techie Staffing Ratio (Techie Staffing Ratio = Total Number of General Users / Total
Number of Techies)

is a useful tool for ownership in their efforts to manage the Digital Divide.
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It appears that an approximately 30:1 ratio is a benchmark for mid-sized law firms.
Recommendations
•

Monitor the Techie Staffing Ratio and the time spent on proactive/reactive
activities. The organization should maintain this ratio in conjunction with the
observed levels of proactive/reactive activities to maintain this desirable status
quo.
Techie Cost Coefficient

The Techie Cost Coefficient (Techie Cost Coefficient = Techie Staffing Ratio First Term X
Techie Cost per General User)

is another useful tool in gauging the relative value of any proposed

outsourced staffing project. Relative value can be determined by ensuring that the annualized
cost of the proposed outsourced staffing project is less than or equal to the organization’s Techie
Cost Coefficient.
Recommendations
•

Compare the annualized cost of any proposed outsourced staffing project to the
organization’s Techie Cost Coefficient to determine relative value.
Techie Time Allocation

Techies spend more time fixing ICT knowledge gaps than they spend on individualized
or group training sessions combined. Techies are more reactive than proactive because of the
urgency of most submitted requests.
Recommendations
•

Management should protect against Techie burn out, which will be the result of
constant crisis intervention. Triage criteria will guide Techies in prioritizing
support requests.
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Techie Training Activities
Individualized (via support ticket requests), as well as classroom training sessions are
available in both firms and appear to be a significant technique for managing the Digital Divide.
Unfortunately, there are no measurement systems in place to gauge the cost or efficiency of such
training.
Recommendations
•

Outcome measurements for both training formats should be integrated into the
General User training experience to monitor and ensure efficacy.

•

Monitor the number of repeat tech support requests for the same issue, by the
same person, in order to measure efficacy of training. Reviewing this may
indicate a retention problem or teaching issue on the part of a particular Techie.
Techies Managing the Digital Divide

Techies are doing an effective job of managing the General Users’ ICT frustrations at
both studied law firms. This is evidenced by the fact that the negative and neutral opinions
expressed by the General Users are in no way directed at the Techies, but rather, are instead
focused on the ICT processes and technologies. This confirms the validity of the General User
within the Digital Divide Paradigm introduced by this case study.
Recommendations
•

Identify the Techie traits and behaviors that produce this positive effect and
integrate it into the formal training processes for newly hired Techies.

•

Outline and monitor these traits and behaviors on Techie performance evaluations
for all Techie staff members.
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Techie Interns
The use of Techie Interns is an effective way to positively impact the Techie Staffing
Ratio and thereby improve the responsiveness to fixing and training requests. Because Techie
Interns are paid considerably less than regular employees, there is a positive impact on economic
metrics, thus contributing to a lower cost of Techie support per General User. The economic
advantages must be considered against a backdrop of potential disadvantages such as increased
supervisory time on the part of full-time Techies. Finally, it should be noted that the Techie
Intern program is a de facto system for identifying and evaluating future entry-level Techie
employees. Their technical aptitude can be observed and studied along with their people skills,
within the unique construct of the corporate culture of each firm.
Recommendations
•

Firm A should maintain its Techie Intern program.

•

Firm B should consider the pros and cons of establishing a Techie Intern position
within each of their two offices.
General Users’ Characteristics

General Users most likely to be successful with ICT are those who:
•

Began using ICT at an early age (exposure)

•

Report a high level of comfort/ability with ICT (confidence)

•

Express positive attitude (attitude)

•

Have access to ICT at home (exposure)

•

Use ICT at work and at home (exposure)
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Recommendations
•

Management should develop a simple pre-hire questionnaire that addresses these
variables. The interview process should integrate these factors to predict and
control the hiring of candidates with the greatest likelihood of success at using
ICT.
General Users’ Opinions

General Users’ opinions on ICT were so vivid that they were readily recognizable as
positive, neutral, or negative. The many ambiguous or neutral comments represent an incredible
opportunity to swing the competence and attitudes of the General Users to the positive side of the
spectrum. Alternately, the ambivalent user, without effective training or encouragement could
well shift permanently into the negative viewpoint.
Recommendations
•

Maximize ICT educational opportunities for all employees.

•

Techies should maximize their walk-around interactions with all General Users
and attempt to ensure that these interactions are positive.
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Appendix D
Firm A General Users’ Job Titles and Job Duties
Title
Attorney

Attorney
Attorney

Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney

Attorney
Attorney
Attorney

Duties
I do a lot of online research for case law,
and drafting of documents for trial. I
work in the bankruptcy department so I
spend a lot of time on the federal bk
websites to check on filings and other
documents.
I draft contracts and organizational
papers for corporate entities.
As managing partner of the firm, I'm in
charge of the day-to-day operations of the
firm much like the COO of a standard
corporation. However, unlike my
corporate counterparts, I am also a
litigating attorney. That means I take
clients and their cases to trial and guide
and mentor younger associates in the
finer points of trial advocacy.
Bankruptcy work
Conduct complex litigation in the areas
of real estate, construction defect, and
transactional law.
I deal with corporate securities.
I deal with personal bankruptcies and
taxation matters.
I do medical malpractice work.
I do whatever they ask me to. Mostly I
work in commercial and civil litigation.
I have extensive experience in taxation
and estate planning.
I specialize in alternate dispute resolution
processes like arbitration and mediation. I
have been an arbitrator and mediator in
over 200 cases.
I specialize in gaming law.
I specialize in general civil litigation.
I work closely with some of the builders
in the area defending against construction
defect claims.
Table continues
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Title
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney

Attorney
Director of Marketing

Legal Assistant
Legal Secretary
Legal Secretary
Legal Secretary
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Duties
I work in defense of governmental
entities.
I work in employment law.
I work in our Estate Planning department.
I focus on elder law.
I work in personal injury matters.
I work in torts and other civil litigation
matters.
I work with environmental and natural
resource law.
I work with patents and intellectual
property law.
I’m a trial lawyer, so I’m in trial as much
as possible.
I’m an estate planner.
Litigation, research, and advising clients.
As founding partner in this firm, I spend
most of my days mentoring our younger
attorneys with their matters. However, I
still find time to take a few cases to trial
every year.
I spend most of my time networking and
drumming up new business. I also advise
the younger attorneys at our firm.
I am charged with providing vision and
guidance to the firm’s marketing efforts.
As such, I’m very involved in the various
branding efforts we conduct as well as
generally raising the public’s awareness
of the firm. I am in charge of advertising
and monitoring the results of that
advertising.
Draft documents, conduct research, help
with the logistics of taking depositions,
and other trial related work.
Drafting letters, filing, copying, faxing,
scheduling and answering phones.
Scheduling, typing, transcribing, and
general office duties like faxing, copying,
and setting up conference calls.
Setting up appointments, calling clients,
typing documents, making copies,
sending faxes, and filing.
table continues
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Title
Legal Secretary
Legal Secretary
Office Manager

Paralegal

Paralegal
Paralegal

Paralegal
Paralegal

Paralegal

Paralegal
Paralegal
Runner
Runner
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Duties
Transcribing, calendaring, drafting
documents and other general office
duties.
Typing, phones, calendaring, etc.
I am in charge of all office-staffing issues
from secretaries to attorneys and
everything in between. I perform lots of
HR work, as well as accounting duties.
Assist attorneys with research and
logistical aspects of taking a case to trial.
Word processing, creating presentations,
and documenting evidence.
Assist attorneys with word processing,
creating presentations, and documenting
depositions.
I assist the attorneys and other paralegals
with trial preparation. This includes
research, conducting video depositions,
and arranging for the logistics
surrounding the trial environment. I also
handle most of the contact with external
litigation support firms for our ediscovery matters.
I draft wills and trusts for our Estate
Planning department.
I help gather information from clients. I
spend a great deal of time researching
and creating presentations and exhibits
for use in trial.
I help the attorneys and other paralegals
with trial prep. Research, reviewing
documents and electronic records and
compiling databases.
I pretty much do whatever anyone needs
me to. I help attorneys as well as other
paralegals with research and other tasks.
Word processing, creating presentations,
and documenting evidence.
Deliver documents and packages all over
town. Drop off and pick up mail.
Pick up and drop off documents at the
court. Process mail and interoffice
deliveries.
table continues
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Title
Secretary
Secretary
Secretary
Services Coordinator

Duties
Appointments, phone calls, emails, faxes,
copies, typing and filing.
Lots of typing and answering the phone.
Drafting of documents and other stuff
too.
Transcribing, phones, faxes, meetings,
filing, etc.
Handle the details of setting up meetings,
plan for facilities and supplies for special
events, as well as actively manage the
runners.

48
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Appendix E
Firm B General Users’ Job Titles and Job Duties
Title
Attorney

Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Attorney
Runner
Secretary
Secretary

Duties
I conduct a lot of research on the legal
arguments in the various cases I’m
working on. I’m a litigator, so I also
spend a great deal of my time in court
arguing cases.
I do a little of everything except for
criminal work.
I focus on brokering and negotiating
deals between real estate developers and
prospective tenants or landowners.
I work with gaming and licensing
matters.
Reading, research, and writing briefs.
Mostly legal research.
I work mostly on breach of contract
issues.
I focus on appellate work.
I primarily work in commercial and civil
litigation.
I work in our bankruptcy department. I
represent both individuals as well as
corporate entities.
I work mostly with the financial markets
and mergers and acquisitions.
I work on appellate matters.
I represent real estate developers and
prospective tenants or land owners on
development deals.
Pick up and drop off stuff at the courts
and other places as assigned.
General secretarial duties.
Appointment setting, typing, receiving,
telephone calls, and drafting documents.
Also filing, copying, faxing and other
office duties.
table continues
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Title
Secretary
Secretary

Secretary
Secretary
Secretary

Duties
Calendaring, phone calls, typing, and
other duties as assigned.
Calendaring, typing, receiving, telephone
calls, and drafting documents. Also
filing, copying, faxing and other office
duties.
I make sure all filings are done properly
and on time, draft documents, write
correspondence, and other office tasks.
Secretary stuff. Filing, faxing, emailing,
typing, etc.
Transcription, scheduling, drafting
documents, filing, and other duties as
assigned.
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Appendix F
Firm A Techies’ Job Titles and Duties
Title
IT Director

IT Applications Engineer

IT Intern

Duties
Strategic planning and management
of IT assets including a small staff
and all IT infrastructure. Evaluation
and fabrication of various
technologies and IT solutions.
Maintenance of all related contracts
with hardware, software, and
external vendors.
I act as the chief trainer/application
support engineer for the firm. I also
act as a failover backup for the IT
Director in the duties he performs.
As such, I help maintain and support
all servers, computers, network
devices and applications that our
firm uses.
Primary helpdesk support
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Appendix G
Firm B Techies’ Job Titles and Duties
Title
Helpdesk Support Engineer
IT Director1

IT Director

Systems Administrator

Applications Support Specialist

1

Duties
First line technical support of
hardware, software and legal
applications.
Manage team of IT professionals
who administer hardware, software,
and helpdesk functions of a law
firm. Research and manage new and
emerging technologies. Act as
liaison to outside vendors and
contractors. Provide technical
training as needed to technical staff
as well as end users.
Manage all IT support staff and IT
assets including phones, faxes,
computers, servers, networks, and
software for the Reno offices. Work
closely with my Vegas counterpart
to ensure consistent policy
enforcement and level of support.
Primarily responsible for installation
and maintenance of servers,
computers, and networking
components. I focus mostly on the
hardware/operating systems aspect
of things while others in the office
focus more on the applications side.
Like everyone else in our
department, I help with the helpdesk
ticket system when I can. Otherwise,
I’m usually providing more
advanced training on various
software applications.

Firm B designates an IT Director for each of its two offices since they are separated by

considerable geographic distance and are located in different cities (Reno and Las Vegas).
Although there are two IT Directors, one reports to the other.
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Appendix H
Firm A General Users’ Attitudes toward ICT
Question: What is your general opinion of ICT?
Note: Age Group and Gender follow each answer.
Positive
Neutral
Can be pretty complicated but
Everyone knows more
overall I like it. 18-30 Female than me. 41-50 Female
Couldn’t live without it. 18-30 Hard to live without it.
Female
31-40 Male
I’m constantly awed by the
I try my best. 41-50
next great thing. 60+ Male
Female
I enjoy it. 18-30 Female
I’m not there yet, but I’m
working on it. 41-50
Male
I kinda like it. 18-30 Female
In the right hands, it is
very valuable. 51-60
Female
I like it a lot. 18-30 Female
It has its place. 51-60
Female
I love it! 18-30 Female
It’s a blessing and a
curse. 41-50 Female
I love it. 18-30 Female
It’s nice when it’s
working. 31-40 Male
I love my iPhone! 60+ Male
It’s ok, I guess. 31-40
Female
I love what is possible with it.
My kids are better at it
18-30 Female
than I am. 41-50 Female
I really like it, although I wish I
knew more about it. 31-40
Female
I really love it, but I’m not as
good as I could be. 31-40
Female
I really like it. 18-30 Female

My kids teach me how to
use it. 41-50 Female

Negative
Can’t they make it easier to learn?
18-30 Female
I’m a little intimidated by it, I
guess. 31-40 Female
I fumble around with it. 31-40
Female
I spend a lot of time trying to
work around it. 60+ Female
I think it’s not as easy to use as it
could be. 31-40 Female
If I’m going to use it, it’s got to be
easy. 31-40 Female
It keeps getting more complicated.
60+ Male
It’s evil, pure and simple. 41-50
Female
It’s hard for me to pick up on. 5160 Female
It’s harder for me to learn than
some of the younger people. 4150 Female
Laborious. 51-60 Female

Some of it is fun to learn.
51-60 Female

Necessary evil. 31-40 Male

This old dog is still
learning new tricks. 4150 Male
I think its amazing what we can Very interesting. 51-60
do with ICT. 41-50 Female
Female
I’m ashamed to admit how
Wish I knew more about
addicted I am to it. 18-30
e-discovery. 31-40 Male
Female

Necessary evil. 41-50 Male
There has to be an easier way to
learn it. 31-40 Female
Totally a necessary evil. 41-50
Female
table continues
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Positive
I’m crazy about it. 18-30
Female
It’s not easy, but it’s neat. 31-40
Female
It’s the best. 18-30 Female
It’s pretty fun. 41-50 Male

Neutral
Wish I knew more. 3140 Male
Wish I knew more. <18
Male
Wish I was smarter about
it. 18-30 Female
Wish it was easier to
learn. 18-30 Female
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Negative
Unavoidable. 41-50 Male

Love it. 18-30 Female
Pretty cool stuff! <18 Male
Super valuable. 51-60 Female
Age
<18
18-30
31-40
41-50
51-60
60+
Total

Male
1
0
0
1
0
2
4

Female
0
13
3
1
1
0
18

Total
1
13
3
2
1
2
22

Age
<18
18-30
31-40
41-50
51-60
60+
Total

Male
1
0
4
2
0
0
7

Female
0
2
1
5
4
0
12

Total
1
2
5
7
4
0
19

Age
<18
18-30
31-40
41-50
51-60
60+
Total

Male
0
0
1
2
0
1
4

Female
0
1
5
3
2
1
12

Total
0
1
6
5
2
2
16
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Appendix I
Firm B General Users’ Attitudes toward ICT
Question: What is your general opinion of ICT?
Note: Age Group and Gender follow each answer.
Positive
Allows me to do so much
more. 18-30 Female
Can’t imagine what a
nightmare it would be without
it. 18-30 Female
Fabulous. I love it. 18-30
Female
Helps me be more efficient.
18-30 Female
I love it. 18-30 Female
It really helps me to perform.
18-30 Male
It really helps me conduct
efficient research. 18-30 Male
It works for me. 18-30 Female
It’s pretty cool. 41-50 Female
It’s the best. 18-30 Female
It’s good stuff. 31-40 Male

Neutral
I could take it or leave it. 31-40
Male
I really could take it or leave it.
31-40 Male

Negative
Bah, humbug. 41-50
Female
Can’t really stand it. 18-30
Female

I really don’t know what to
think. 18-30 Female
I think I need a tutor. 41-50
Female
I think I’m holding my own. 4150 Female
I try the best I can. 31-40 Male

I do it because I must. 1830 Female
I don’t like it that much.
41-50 Female
I think it’s complicated.
31-40 Male
I think it often times overly
complicates things. 31-40
Male
I do the best I can. 31-40 Male
It gets in my way. 18-30
Female
It helps my productivity, but
My husband is great at it.
cripples my mind. 18-30 Female I’m not.. 51-60 Female
It’s hard for me to keep up. 41It tends to confuse me. 4150 Female
50 Female
It’s crazy what they can do with
it, but I don’t know too much.
<18 Female
Why is it so expensive? 18-30
Female

Puzzling but fun. 31-40 Male
It really helps me be efficient
at my work. 18-30 Female
Spectacular. 18-30 Female
Age
<18
18-30
31-40
41-50
51-60
60+
Total

Male
0
2
2
0
0
0
4

Female
0
9
0
1
0
0
10

Total
0
11
2
1
0
0
14

Age
<18
18-30
31-40
41-50
51-60
60+
Total

Male
0
0
4
0
0
0
4

Female
1
3
0
3
0
0
7

Total
1
3
4
3
0
0
11

Age
<18
18-30
31-40
41-50
51-60
60+
Total

Male
0
0
2
0
0
0
2

Female
0
3
0
3
1
0
7

Total
0
3
2
3
1
0
9

